Abstract: This paper discusses the customer satisfaction of tourists in Chengdu and proposes corresponding countermeasures for tourism development of Chinese traditional areas. The Customer Satisfaction (CS) analysis method is applied to draw the following conclusions: visitors are satisfied with the historical landscapes-such as traditional historical streets, historical buildings as well as waterside landscapes, natural landscapes and infrastructures-which are the key points in the future development of tourism, and are essential to maintain. On the other hand, priority should be given to improving the current shortfalls, namely the protection and improvement of traditional culture, such as the spirit and experience of local life, as well as the experience of traditional culture. In this regard, it is recommended that direct measures are taken, such as preventing the loss of local residents and calling for a return of indigenous people to their hometowns to maintain local traditional cultures. What is fundamentally necessary is to help local residents understand tourists' desperate demands for local traditional cultural resources. In parallel, it will be important to inspire local residents to value and celebrate their traditional cultural lives and resources.
Introduction
Due to developments in economic reform, paired with opening up to foreign trade, China's domestic economy is experiencing high-speed growth, and living standards have been improved considerably [1] . In addition, the number of tourists visiting China each year is growing, and understanding of the economic impact of tourism has changed substantially [2] . Correspondingly, increasing attention is being paid by government and researchers to the development of tourism in order to promote economic growth. Research suggests that tourism is the most dynamic emerging industry in China's tertiary sector and has a high potential to boost the economy [3, 4] . In the city of Chengdu, for example, the number of tourists, and accompanying monetary income, showed an obvious upward trend from 2001 to 2015, especially after 2009. By the end of 2015, the number of visitors to Chengdu had reached 189 million, with tourism revenue as high as 31.88 billion US dollars.
Although there has been some development in the tourism industry, significant problems remain, including the deterioration of the natural environment, the disappearance of a sense of 'glamor' in Sustainability 2017, 9, 1087 2 of 13 traditional areas, the loss of residents due to overdevelopment, and the resulting , loss of traditional culture [5] [6] [7] [8] . Traditional areas in China have rich natural, cultural and historical landscapes, which have been built up over time by generations of local residents in their daily lives [9] . These landscapes have both a historical-cultural value and a high economic value [10] . However, due to an emphasis on the economic benefits of the tourism development model, there are great challenges to the sustainable development of traditional tourism destinations as they are transformed from traditional resources to tourism resources.
For instance, Wulingyuan, located in the north-west of Hubei province, with its striking natural landscape, was recognized by UNESCO as world heritage site in 1992. However, with the development of tourism resources, crudely-made artificial structures led to the destruction of the natural environment, and thus resulted in a warning from UNESCO in 2013 [11] .
In Suzhou, the ancient capital of Jiangsu, the government sold some of the traditional buildings and used non-governmental funds for repair and development, including funding from private enterprises with foreign capital. This is illegal according to municipal law. The government, therefore, approached the repair and development of traditional buildings recklessly. The concept of the Suzhou municipal government, according to the formulation of the law, is forbidden. Nevertheless, the commercialization of cultural heritage is widespread in the country [12] .
With the increasing diversity of urban life in China, natural landscapes, traditional customs and food are increasingly compromised. As such, in-depth research into the development of traditional tourism resources could resolve the conflict between sustainability and economic growth.
This study investigates tourists' attitudes towards travel in Chengdu and neighboring towns, in order to establish which elements of their experience they find satisfactory or unsatisfactory. Through this, the study establishes and explores the favorable as well as inferior resources in the area, so as to propose a methodology for sustaining traditional sightseeing tourism destinations. It is hoped that this proposal will contribute to the study of sustainable tourism in the future.
Previous Research
Before 1980, research on ancient towns in China had hardly begun, and studies were few, scattered and unsystematic. Since 1990, the popularity of tourism activities and the development of ancient villages and towns has gradually attracted the attention of scholars, yet most of this research is related merely to case studies, survey reports, and so on. The main focus areas of research on ancient towns since the 1990s include the development and preservation of ancient towns [13] [14] [15] , the developmental mode of ancient towns [16] and problems faced in town development [17] . None of this research is aimed at the study of tourists' experience and attitude; rather, the research is aimed only at qualitative analysis, such as paying attention to the characteristics of ancient towns, residents' lack of awareness and the transformation of buildings.
In terms of research on tourists' experience in traditional tourist areas, Wang takes Suzhou country as a case study to investigate visitors' preferences and behaviors. He points out that most tourists favor types of rural tourism including the villages' ecological environments-the Forest Parks and ancient villages-while the popularity of new rural landscapes and the aquaculture industry is relatively low. However, tourists' satisfaction factor is not included in the research [18] . Wang conducts an analysis of the relationship between tourist satisfaction and tourist tendencies, only concluding that the perception of tourism and tourist behavior has some relevance [19] . Long, on the other hand, investigates the satisfaction of tourists visiting Fenghuang Ancient City, simply pointing out that tourists are satisfied with the experience of ancient and cultural landscapes, but not with emergency services, healthcare facilities, opportunities for shopping and the like. There is no in-depth analysis of specific content related to satisfaction [20] . Wang also analyzes the commentary material and interpretation methods provided as context at natural disaster sites in Sichuan province and conducts research on tourists' awareness of this information. He points out that the commentary at these sites meets tourists' needs Sustainability 2017, 9, 1087 3 of 13 to a certain extent, but the explanations, commentary and interpretation are neither abundant enough nor are they specific and vivid [21, 22] .
Liu takes Chengdu, Sichuan and neighboring towns as case studies. Using the tree method, he examines the experience of tourists and focuses on the influence of comprehensive satisfaction factors [23] . He points out that, while factors such as historical anecdotes and the lifestyle of local residents have a significant impact on tourist satisfaction, discontent with the traditional street landscape, historical buildings and traditional landscapes will reduce tourists' satisfaction. Liu's use of the tree method in this research leads to a disjointed and scattered analysis, which does not completely account for influences on satisfaction factors. In order to build a policy for the long-term development of tourism in China, it is necessary to carry out a more comprehensive analysis, which includes factors that influence the degree of tourist satisfaction. The results will point to which factors should be prioritized in tourism development policy and which require more research and development to enhance tourist satisfaction. Thus, long-term, effective and sustainable development policies for tourist resorts should be based on research that provides clear data on tourist satisfaction for a variety of factors.
Based on this background, it is clear that there is a lack of basic research on tourist experience in China and, in addition, little to no quantitative analysis informing policy decisions.
Survey Site Outline
Chengdu's history spans over 2300 years and it is rich in cultural heritage. It is one of the 20 largest cities in China and is also the center of Sichuan province and the center of Southwest China. The atmosphere that is full of personality and traditional culture has been preserved through architecture-in traditional historical buildings and streets-as well as through daily life such as worship and festival activities, in addition to morning markets. In the future, as an important city in Southwest China, Chengdu will potentially become a model city for the protection of traditional resources and the smooth development of tourism. Therefore, this study undertakes an analysis of the following scenic spots: Wide and Narrow Alley, Jinli and Wenshu Monastery within Chengdu city, Huanglongxi ancient town and Anren ancient town outside Chengdu. The selection of these sites takes into account that tourists who travel to ancient towns in Chengdu tend to travel to nearby ancient towns in addition to sites located in the city. Additional reasons for the selection of these specific case studies are as follows:
(1) The sites are all established tourist destinations. 
Questionnaire Analysis

Survey Summary
From mid to end March 2015, we conducted a field visit to Chengdu and its surrounding towns and conducted a survey via questionnaire. The questionnaire mainly comprised questions that aimed to establish the basic characteristics of tourists and their satisfaction with tourism projects. During this time, on-site interviews via intercept surveys were conducted for each site.
Tourist Characteristics
The characteristics of the visitors are shown in Table 1 . In each region, there were 110 respondents to the survey, with a total number of 550 people. By gender, there were 281 male respondents, accounting for 51%, while the number of female respondents was 269, accounting for 49%, with no obvious deviation in comparison. By age composition, the largest grouping of people was young, between 20 and 30 years old, accounting for 59%, while the remaining age groups counted for below 15%. The ratio of middle-aged and elderly people in the interception questionnaire is not reflective of the tourists' demographics because many middle-aged and elderly people refused to be surveyed. The ratio of younger people and students was fairly high because they were particularly cooperative. According to the category of occupation, students accounted for 47%, staff for 38% and retirees for 5%. About 90% of tourists chose day trips; by contrast, the percentage of those that elected to stay for a longer period of time in accommodation remained at only around 10%. In relation to the recommendation of the tourist site, about half of the people had taken the suggestion of family and friends, while the other half had identified the trip out of their own interest. As for the relationships between tourists, the largest proportion was friends, followed by family and relatives, individuals and then lovers. First-time visitors accounted for 44%, and return visitors accounted for about 56%, which is relatively high. 
Satisfaction of Tourist Destinations
Research through "Customer Satisfaction" (CS) is conducted in many research fields, based on a diversity of research objects, researchers, different exposition perspectives and depth. The degree of customer satisfaction is a numerical index for evaluating how customer's expectations of company products matched their experience. Based on this index, companies are able to develop products and services in order to better meet customer needs and thereby increase their revenue by selling additional products to existing customers as well as those who are attracted by recommendations. This concept can be applied in the field of tourism: if tourists are satisfied, they are likely to return and or recommend the site to others. Satisfactory experiences at tourist sites are thus linked to an awareness of the area as well as potential economic revenue.
Yuksel & Yuksel [21, 25] establish three criteria for judging visitor satisfaction:
(1) destination characteristics: climate, culture, natural environment, and the like.
(2) functional elements: price, tourism resources, accommodation, catering facilities, and the like. (3) psychological elements: local residents' hospitality, peace of mind, atmosphere, and the like.
While these criteria have been a starting point for this research, prior surveys and on-site investigation prompted slightly different characteristics. Twenty-six elements of tourist experience were identified in order to determine customer satisfaction in the sites in and around Chengdu city. These 26 elements can be divided into five categories: landscape (historical and natural), culture (living, historical and experiential), food and shopping, recuperation and infrastructure. Items (Q1-q26) mean meeting the structural system, which is shown in Table 2 , where " " signifies traditional resources in tourist resorts; " " signifies infrastructures and "×" signifies resources which are unrelated to tourist resorts.
To evaluate the 26 elements, a five-segment rating system is adopted: Satisfaction = 5 points Fair Satisfaction = 4 points Ambiguous = 3 points Slight Dissatisfaction = 2 points Dissatisfaction = 1 points
After analysis of the results, the answer to "Satisfaction" and "Fair Satisfaction" is "good", the answer of "Ambiguous" is "ordinary", and that of "Slight Dissatisfaction" and "Dissatisfaction" is "bad". The percentage of tourism elements that were rated as either satisfactory or fairly satisfactory is shown in Table 2 .
From Table 2 , we can see that 12 tourism elements are rated favorably (more than 50%), accounting for about half of the overall factors. The following elements were rated as satisfactory, reaching 70%: That is to say, tourists were most impressed with perfect infrastructure (especially sanitation), the preservation of historical buildings, natural landscapes and traditional street landscapes (Overall Atmosphere). They enjoyed time spent with family and friends, traditional delicacies as well as leisure and rest. Visits to ancient towns are predominantly aimed at viewing traditional buildings, and thus the satisfaction for this category is relatively high. In addition, satisfaction with conditions of cleanliness and hygiene, nature, and space is considerably high.
On the other hand, those elements which were hardly rated as satisfactory or fairly satisfactory (below 40%) were: 
Analysis Based on CS
ANOVA was conducted before a CS analysis in order to establish whether these five areas can be analyzed holistically, rather than individually. In other words, to ensure that there are obvious differences between all factors and areas. Inspection level α = 0.05, and except for four of the factors, which are (Q7. Historical Buildings), (Q9. Waterside Landscapes), (Q17. Leisure and Rest) and (Q23. Street Comfort), which have obvious differences, there is no difference among the remaining 22 factors and areas. Therefore, it is believed that the five areas can be investigated as a whole.
About CS Analysis
The CS analysis method is widely used in the market field. Importantly, the method suggests key improvement areas through the analysis of the relationship between the satisfaction degree of each element and the comprehensive satisfaction degree of the entire site. In this research, the five-segment rating method is applied to analyze comprehensive satisfaction: (Are you satisfied with "OO"? where "OO" represents the tourism site).
The analysis procedure of the CS method is as follows [26, 27] :
(1) In order to measure tourist satisfaction in various tourism projects, the five-segment rating method is quantified (as detailed in Section 5) to calculate the deviation value. This value is defined as the degree of deviation of satisfaction: the higher the degree of satisfaction, the greater the deviation. the angle is called α, according to the following formula to calculate the correction index γ:
The negative index is negative when the priority is low.
The higher the priority quadrant, the smaller the angle, the greater the correction index. When the index is positive, the greater the value, and the higher the degree of improvement priority. When the index is negative, there is no need for improvement, only maintenance.As shown in Figure 1 , the graph is divided into four quadrants, each of which is closely related to the comprehensive satisfaction. The quadrant labelled "focused improving field" demarcates where a low degree of satisfaction is closely related to the comprehensive satisfaction. On the other hand, the correlation in "focused maintenance field" between a high degree of satisfaction and the comprehensive satisfaction is relatively weak, but "focused maintenance field" with a high degree of satisfaction is weakly correlated with the comprehensive satisfaction while lower satisfaction "improving field" is not. 
Analysis of Traditional Tourism Site Based on the CS Analysis Method
CS analysis can be used to establish the advantages and disadvantages of tourism resources and to provide an objective basis for relevant tourism development policies. The results are shown in Figure 2 and Table 3 . 
CS analysis can be used to establish the advantages and disadvantages of tourism resources and to provide an objective basis for relevant tourism development policies. The results are shown in Figure 2 and Table 3 .
In the current situation, the advantageous resources of the tourism sites studied and resources to maintain in future are distributed in the second and third quadrants, respectively.
The second quadrant demarcates the "focused maintenance field". These elements-as key elements of importance-are the origin of tourist satisfaction. This quadrant consists of street landscapes, historic buildings and other architectural landscapes, waterfronts, green landscapes and other natural landscapes, street and bathroom cleanliness as well as leisure and rest places, and traditional delicacies. It can be seen from these elements that satisfaction of tourists with respect to traditional areas is concerned with landscape elements (historic districts, natural landscapes), infrastructure (clean space, rest places) and visible resources such as traditional delicacies.
The third quadrant is the "maintenance field" of current elements. "Street Comfort" "Reunion of Family and Friends" and "Enjoyment of Tea Houses" appear here. Tourists are not particularly aware of the importance and necessity of these elements, but they are essential elements of tourism. Therefore, the tourism elements of the third quadrant only require continued maintenance and no improvement at this stage. Figure 2 and Table 3 . On the other hand, the low degree of satisfaction-with respect to the current situation, the region's inferior resources-need to be promoted in order to improve the overall satisfaction of the elements in the first quadrant.
The first quadrant is the major field that requires improvement, with the distribution of elements in this quadrant prioritized. This quadrant focuses on: Among these four elements, there are three elements that are related to traditional cultural life. In addition, a series of intangible cultural resources on the comprehensive satisfaction degree are closely related to the improvement of the previous strengthening elements. However, "Enjoyment of Night Life" is different from the traditional elements: it is in high demand for tourists. Improvement of street lamps can enhance the comprehensive satisfaction of tourists but will affect the living environment of local residents. Therefore, exploration is required as to whether there is a need to consider the installation of street lights and how this might be integrated with the local residents' traditional cultural life.
The third quadrant shows disadvantageous resources that require improvement. However, the priority is relatively low: if there is an improvement of the elements in this quadrant, the comprehensive satisfaction of tourists will not be affected. Table 3 . The numerical value of the deviation value for the importance degree and the satisfaction degree.
Tour Elements
The Satisfaction Degree The Importance Degree 
Proposal
Using the CS analysis method, we mapped the 26 elements of investigation onto four quadrants, calculated the importance of the various elements of tourism, and detailed which factors require improvement or maintenance. The greater degree of improvement required, the higher the priority. In this section, we analyse the elements with positive values. Key areas of improvement in the elements have been highlighted in gray in Table 4: (1) The element with the highest degree of improvement, and thus priority, is "Enjoyment of Local
Life ( Tourism development has caused the loss of residents and, as a result, the daily life and culture of local residents has been dramatically imperiled and, possibly, even put at risk of extinction. This is reflected in the data on the elements that relate to the daily life of local residents, each of which is closely related to the residents of the area. Local residents are very important for protecting regional culture because they promote the inheritance of history and culture. Therefore, the key to preventing the loss of traditional culture is preventing the loss of local residents. 
Conclusions
This study takes tourist sites in Chengdu and its surrounding areas as a case study and makes use of the CS analysis method to establish key elements in the sustainable development of traditional tourism, which, as a result, may develop resources for tourism policies. Conclusions can be drawn as follows:
(1) In traditional areas, "Traditional Street Landscapes (overall atmosphere)", "Historic Buildings", "Waterside Landscapes" and "Green Vegetative Landscapes" and similar tangible resources are the primary elements of tourists' satisfaction. In contrast, the satisfaction of "Enjoyment of Local Life", "Verbal Introduction to Traditional Life" and "Experience of Local Traditional Life" is relatively low in the current situation, but most closely related to the comprehensive satisfaction. Thus, an improvement of these elements will be most effective to improve the comprehensive satisfaction degree. In addition, a certain degree of customer satisfaction was also achieved in relation to street comfort, cleanliness of roads and bathrooms, and other infrastructure. However, it can be seen that tourist satisfaction lies not only in infrastructure, historical buildings, natural environments and other tangible resources but is also closely related to intangible heritage such as history and culture, and the overall atmosphere. Therefore, what is fundamentally necessary is to help local residents understand tourists' desperate demands for local traditional cultural resources. In parallel, it will be important to inspire local residents to value and celebrate their traditional cultural lives and resources. The major question here will be how to effectively link traditional living and cultural resources with economic benefits because the improvement of the living conditions of local residents will be essential to encourage them to remain and subsequently improve the experience of tourists. (2) This study discusses the subject of preventing the loss of local residents. How to keep local residents in their hometowns is closely linked to the government, traders, residents themselves and other aspects. Therefore, it is necessary to conduct studies on the basis of reality. In future research, it is necessary to study local government departments and recruit local residents as participants.
Overall, this research could play an important role in the revitalization of sustainable tourism in the future.
